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[bookmark: _Toc148350877]1. Introduction 
The aim of this service plan is to discuss the reason for developing innovation and creativity to avail business advantage. This service plan will be based on a British high street retail, Wilko which has recently gone out of business. According to Jones (2023), the company was selling household goods and homewares. It was founded by James Wilkinson in 1930 in Leicester, the UK. According to Nunis (2023), the company is now headquartered in Worksop, the UK. Along with household goods and homewares, the company sold consumer goods, groceries, pet supplies, toilet trees, stationery, gardening and leisure products. The service plan will discuss the products and services offered by Wilko. Both the positive and negative impacts of innovation will also be discussed thoroughly. Furthermore, the SCAMPER model will be applied to the company to suggest how they could mitigate the challenges in the market. Lastly, this service plan will provide a list of recommendations for Wilko.

[bookmark: _Toc148350878]2. Discuss the Product or Service that the Company Offers
[bookmark: _Toc148350879]2.1 Wilko’s Products
Homewares: According to Jones (2023), Wilko sold a range of products through their stores. Homeware products of Wilko include bedding, furniture, bathroom accessories, towels, and kitchenware. Additionally, some lighting and electrical products were also sold by the company. It included bulbs, batteries, extension cords and lighting fixtures.
Gardening and outdoor products: The gardening and outdoor products of the company include some garden furniture, plants, gardening tools, seeds and barbecues.
Decoration items: Wilko was used to sell some decoration items and DIY products. These were wallpaper, hardware, paintings, items for party decoration like balloons and others along with home tools. 
Storage: The company had a wide range of storage solutions that included wardrobes, shelves, baskets and boxes. It has helped the customers to maintain their home with tidiness. 
Kitchen and dining: According to Nunis (2023), the kitchen and dining products of Wilko were tableware, bakeware, dinnerware, cookware and appliances. 
Household and Cleaning: The household and cleaning products of the company were laundry products, air fresheners and detergent. This could have helped the customers to maintain an organised and clean home.
Pet and Wildlife: Wilko was selling pet and wildlife products too. These products were toys, accessories, bedding and food for pets like cats, dogs and other small pets.
Toys: The company was also selling unique toys for children of different ages.
Office and Stationery: According to Week (2021), their office and stationery products include pens, notebooks, papers, desk accessories and printers. 
Health and Beauty: Different types of cosmetics, first-aid supplies, beauty products, health products, skincare, hair care and toiletries were sold by Wilko. 
Seasonal items: The stores of Wilko also sold party supplies, and decorative items for Easter, Halloween, Christmas and others.
Wilko provides a range of products and services through their one-stop solutions. The company was also providing these services at an affordable price. The company has knowledgeable and friendly staff who could help the customers to find the right products as well. Furthermore, this has been a family-owned business for over 80 years; therefore, it is committed to providing the best shopping experience. These are some reasons why the clients need to go to this shop. The company was unique due to its innovative marketing campaigns. All these are the USP for the company but unfortunately, the company was bankrupted in 2022.

[bookmark: _Toc148350880]2.2 Wilko’s Service
Garden Services: The company offers gardening services to customers as well. These services include the clearing of dead vegetation and leaves, different types of horticulture activities, pruning of trees, preparing newly composed areas, fencing the garden, delivering soil and sand with many more services.
Home Delivery: According to Week (2021), the customers were offered online shopping service followed by home delivery from the company. The customers could purchase the products through the website of the company as well but currently, the company has suspended their home delivery service. 
Cutting of the key: The company also offered key-cutting services to their customers. This has helped the customers to get the desirable size and shape of the keys.
Photo Printing: The photo printing service of the company has a lot of variety. The customers could choose the desirable paper, size and photo that they want to be printed.
Click and Collect: According to Retail Technology Innovation Hub (2023), the 'Click and Collect' service of the company allows customers to order their products online. Then the customers could collect the same product from the local Wilko store.

[bookmark: _Toc148350881][bookmark: _Hlk147398565]3. Discuss How Innovation has Influenced the Company 
Cost Increase: Innovation requires a lot of investment in the research and development process. Hence, it could be expensive in terms of new product development, implementation of new technology and marketing. According to Jones and Simpson (2023), Wilko launched a range of eco-friendly cleaning products in 2020. The products were expensive compared to the traditional cleaning equipment. This has made the customers reluctant to pay for these products. 
Risk of Failure: Innovation might not be successful for all companies. Investing in a certain innovation process that fails, could severely harm the brand reputation and financial resources of a company. Wilko launched a new online shopping service in 2019. The service faced a lot of technical problems which ultimately led to frustration among the customers. As a result, the company lost its sales at that time.
Disruption: Innovation could disrupt business because the employees would be required to adopt a new way of working. Additionally, working with new technologies could create anxiety and stress among the employees as well. Sometimes, the customers would not be able to adjust to the new system of the company, hence, service could be disrupted. In the case of Wilko, their new self-checkout system was introduced in 2021. The customers were unable to use the system at the stores due to its difficulty (Brunswicker and Van de Vrande, 2014). The unreliable and slow service of this system has impacted the brand image of the company.
Rise of e-commerce: Retail companies started to build their online presence due to the rise of e-commerce through technological innovation. Online retailers like eBay and Amazon have developed their markets extensively. According to Retail Technology Innovation Hub (2023), this has created strong competition with other retail companies like Wilko. The customers were getting the products of Wilko from eBay and Amazon impacting the revenue of the company. In addition to this, Wilko provided a delayed response to the development of e-commerce businesses through digital innovation (Wilko, 2023). The company has not invested much to improve its online presence and leverage data analytics. Furthermore, the company has failed to create an omnichannel experience like other successful online retailers. Some researchers pointed out that the company had too many stores compared to other retailers. Additionally, other retailers were providing the same products at a lower cost. This has created supply chain disruption because the suppliers have lost faith in the company eventually.
Failure to Become a Customer-centric Company: Wilko was unable to prioritise the needs of the customers. The preference of the customers is continuously shifting in the retail landscape; henceforth, it is crucial for the company to recognise and anticipate the preference of the customers. According to Jones and Simpson (2023), the company failed to implement different innovative techniques for enhancing customer engagement. They did not collect customers' feedback and provided personalised experiences and solutions through chatbots. Therefore, innovation has impacted the company negatively (Wilko, 2023). 
Therefore, it could be concluded that innovation has impacted the company negatively; henceforth, several negative experiences have been seen in the company leading to major failure.
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The SCAMPER model stands for substitute, combine, adapt, modify, put to another use, eliminate and reverse. According to ‌‌Trott (2008), it is a framework that promotes creative thinking; therefore, it could be applied to provide innovative solutions to companies like Wilko. The company has faced failure recently; hence the application of the SCAMPER model will help Wilko to brainstorm new techniques for improving their product and services. 

Substitute: Wilko could sell traditional furniture materials with sustainable ones (Clegg and Birch, 2002). As an example, the company could sell furniture made from bamboo instead of other wooden furniture. Furthermore, they could sell recycled paper products instead of virgin paper products. Secondly, the company could involve a substitute of traditional packaging materials with more eco-friendly alternatives to reduce the environmental impact of the products. Additionally, Wilko could substitute human labour with technology. According to Statista (2022), the company has already introduced self-checkout systems at their stores but the efficiency of the system needs to be checked from time to time. The company could also use robots to pick and pack products according to orders like the warehouse of Ocado. Introducing a home repair service would be another innovative service that could help the company get additional avenues for extra income. 
Combine: The existing services and products of Wilko could be combined to create new services and products. The company could combine their gardening products with homewares to create unique outdoor furniture. They could also collaborate with another local energy company to offer discounts on electric bills. Additionally, making smart electric products on their own will also help to reduce electric bills as well. According to ‌‌Trott (2008), the company already provides delivery service; therefore, they could partner with a transportation company to provide free service to the customers. It will readily help them to enhance the number of customers. 
Adapt: Wilko could have adapted its inventory management system to become more responsive to its customers. It would also help them to reduce waste and cope with the changing demands of the customers. Adaptation is important for meeting the requirements of new customers as well as old customers. Wilko could develop age-specific toys for the children; additionally, they could also introduce specific notebooks for students. They further could introduce the chatbot system to provide 24-hour solutions to the customers. It would also help them to enhance their brand image and understand the requirements of the customers well. Understanding the customers' needs, the company could adopt the development of Smart home products like thermostats, smart speakers, and smart light bulbs. According to Tidd and Bessant (2009), these products are gaining rapid popularity but the company is required to provide these products at low prices to compete with their rivals. 
Modified: Modification of products and services could allow the company to change different business aspects. According to Bratnicka-Myśliwiec (2015), Wilko could modify its store layout to provide a great shopping experience to the customers. Grid layout could help the customers to find the products easily. Additionally, they could modify their website to enhance its visual appearance and make it more user-friendly.  The existing product and service range could be modified by the company. They could introduce subscription services for pet food, office and stationery materials for their customers. The customers will not be required to remember these products as the company will give the reminder to the customers. According to Statista (2022), they could also offer cooking classes, DIY classes and workshops for gardening to the customers. It will allow the company to engage more with the customers and build a stronger relationship with them. Some of the best-selling products of the company were a 300 Thread Count Duvet Cover Set, Hose Gun with 8 Functions, Matt Emulsion Paint 2.5L and 3 Tier Laundry Basket; these could be modified as well (Wilko, 2018).
Put to Another Use: According to Bratnicka-Myśliwiec (2015), suggests the products and services of Wilko could be used in different ways. In order to implement the stage of the SCAMPER Model, Wilko is required to identify their existing products and services along with analysing them for identifying potential new ones. The company could make partnerships with some local community organisations for donating unsold items. In Particular, they could provide notebooks, pens, printers and other stationery goods to the needy school-going children. According to Tidd and Bessant (2009), it will enhance their CSR activities and contribute to social causes as well. customers will prefer to buy goods from a company that has a good brand image as well. Additionally, they could sell their paint brushes to the artists only. They could also sell their pet foods to the zoos instead of the pet owners. 
Eliminate: The elimination of unnecessary production services is important to successfully cope with the market challenges. Wilko is required to identify the products which are least sold. Electric toothbrush chargers, garden hose reels, wallpaper scrapers, shoe racks, chopping boards, dishwashing gloves, and dog kennels and some of the products that are less popular among customers. According to Tödtling et al. (2011), eliminating these products will help the company to reduce its operating costs and focus on the profitable products of the company. Therefore, the company could introduce new products or introduce a simpler version. As an example, the company could reduce the amount of packaging it uses. They could also introduce a sustainable range of cleaning products. Furthermore, providing a standard delivery service to make it cheaper is another way to minimise or eliminate unnecessary costs from the business process. 
Reverse: Reversing or inverting some specific aspect of the business could help Wilko to innovatively navigate the challenges they face in the market. The company could really arrange their supply chain management system to reduce waste products. This could be helped by the use of Artificial Intelligence to predict how many products will be sold in upcoming weeks. According to Tödtling et al. (2011), the company could also introduce a refund and returns service for all their products even if they have been used. Additionally, offering a repair service could also attract new customers to the company as well. 

[bookmark: _Toc148350883]5 Recommendations
The recommendations are made for the companies belongs from the same industry considering the issues faced by Wilko which cause their shut down. Other companies can avoid these issues by following the recommendation made by analysing the situation.
Recommendation 1: Considering the failure of the Wilko, other companies are recommended to effectively implement AI technology for predicting customer behaviour. This technology will help to communicate with the customers and understand their requirements. Thus, other companies will produce products according to the customers; demand and provide them at competitive prices. 
Recommendation 2: Other companies are required to focus on innovation to enhance their competitive edge. They are required to invest in research and development to identify areas of revenue from their products and services. Investing more in a sustainable product range to provide eco-friendly products to the customers will attract potential customers also.
Recommendation 3: Other companies need to enhance their online presence and expand it continuously. Online presence will help other companies to reach a wider range of customers. They could also develop user-friendly mobile applications to allow customers to purchase products. Additionally, they could provide 24*7 customer service to build a stronger relationship with them. They could also improve their store design to make it attractive to the customer.

[bookmark: _4c07izh9cxgx][bookmark: _Toc148350884]6. Conclusion
Wilko was a well-established high-street British retailer that offered a variety of production services to its customers. Recently the company has faced a lot of financial and administrative challenges. It includes strict competition from other online retailers, economic uncertainty in the UK and rapidly changing consumer preferences after the emergence of the pandemic. The company is required to focus on innovation along with expanding its online presence. The above assignment could conclude that investing in AI Technology could help them to develop a sustainable range of products along with developing some new products to attract more customers. This assignment has evaluated the negative impacts of innovation on the company. Furthermore, the application of the SCAMPER Model has helped to suggest some innovative ways to deal with the market challenges.
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